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Executive summary 

Introduction 

Online service delivery is evolving rapidly. This audit takes a snapshot of how 5 agencies are 
dealing with the growing demand for services to be available online. We chose these 
agencies because we expected them to deliver a variety of different services online to 
different groups of customers. We also reviewed the government’s Do it online services 
portal and looked at central guidance for agencies.  

The 5 agencies we audited were the Department of Commerce (Commerce), Landgate, 
Synergy, WA Police and the Department of Training and Workforce Development (DTWD). 

Background 

Delivering services online rather than across a counter or by phone or post can benefit both 
users of those services and government. The benefits for users include convenience, speed 
and lower costs. For government agencies, the benefits are the ability to deliver more 
services to more people faster with less effort and cost.  

The relative efficiency of online service delivery is substantial. Deloitte Access Economics 
has estimated that the average costs for Australian governments of face-to-face transactions 
are 42 times more than online transactions (Figure 1). Based on the estimated transaction 
costs, moving half of phone and mail transactions online would save Western Australia more 
than $2.2 billion over 10 years.  

Figure 1: Alternative transaction mechanisms and indicative costs per transaction as well as 

different online channels  

The government website www.wa.gov.au aims to provide a gateway to information about the 
state government and services provided by state government agencies. The site lists 
numerous web addresses, social media accounts, YouTube channels, mobile apps and RSS 
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feeds1 (Figure 2). According to the Australian Bureau of Statistics, 88.1% of WA households 
had internet access in 2015. Internet access is also available at public libraries, cafes and 
community resource centres. By 2017, 91% of Australians are expected to own smartphones 
that give them internet access wherever they are and whenever they want it. 

Figure 2: The Western Australian Government online footprint at 13 November 2015 

Note – Many agencies manage more than 1 website.  

Agencies subject to the Public Sector Management Act 1994 have to comply with the 
Website Governance Framework. This framework contains basic mandatory standards 
covering content accessibility, terms of use and placement of common elements such as the 
Western Australian Government logo. General principles and a variety of resources to assist 
agencies support the framework. 

Effective online services are those that meet customer expectations. These are formed by 
everyday online experiences, evolve over time and generally exceed any formal standards. 
Online banking is one of the everyday services that shape online service expectations and 
provides a useful benchmark for the quality of government online services. ANZ Bank 

1
RSS feeds enable publishers to syndicate data automatically and removes the need for users to check a 

website for new content. Instead, their browser constantly monitors the site and informs them of any updates. 
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reported around 75% of people bank online, up from 63% in 2011. Australian banks score 
highly on world rankings of good corporate websites. 

Access to services depends on effective websites. The web development industry uses a 
range of criteria for good practice in web design. According to these criteria, a good website: 

 is built around what the customer wants, not what the agency wants to show

 highlights services most in demand

 has simple and intuitive navigation with clear symbols

 is not cluttered with text or unnecessary graphics

 displays correctly for computers, tablets and phones

 is supported by social media

 offers secure transactions and personal data

 complies with Web Content Accessibility Guidelines.

Audit conclusion 

WA lags behind best practice in making government services available and easy to use 
online. In the absence of centralised leadership, agencies have generally not seen the move 
to online delivery as a priority despite increasing customer demand and available 
efficiencies. The appointment of a Government Chief Information Officer (GCIO) in July 2015 
should help to address this, and speed progress.  

All 5 sampled agencies have made progress, but all have significant opportunities to move 
more services online. Many services that could be delivered online remain paper-based, 
requiring manual processes. Common activities like applying for a birth certificate can be 
done online in other states but remain paper based in WA. 

Agencies see various barriers to moving services online including the cost of changing 
systems, resistance to change from staff, uncertainty about legislative requirements and the 
needs of specific customer groups. However, poor analysis of the results of moving other 
government services online has left agencies without good information to make well-informed 
decisions. 

Key findings 

WA’s Do it online portal lists few of the services available from agency websites. This 
understates the number that are online and potentially gives a mistaken impression of the 
range of online services people can access online. For example, people can apply for a WA 
Seniors Card online via the agency website but not Do It Online. The portal lists 85 services, 
less than a quarter of the 440 on Queensland’s service portal. 

Many government services available online in other states and territories are not online in 
WA. For example, people can apply for a birth certificate or replacement driver’s licence 
online in most states but in WA applications must be by post or in person. WA’s cost 
recovery based fee of $47 for a birth certificate and $36 for a replacement driver licence 
might be reduced substantially if they were online. Fees for the same services online in 
Victoria, for example, are $31 and $22.60 respectively. 

In the absence of government priority and leadership, not all of the agencies have given 
online services a high priority and competing needs and internal barriers such as legacy 
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systems have inhibited progress. The Website Governance Framework provides basic 
compliance requirements but is not designed to drive improvement in online services.  

The Synergy, Landgate and WA Police websites have a strong customer focus. They 
encourage visitors to use online services by addressing them in a personal way to identify 
their needs and direct them to the right location. Customer-focused websites make it more 
likely that customers will choose to use an online transaction rather than a more expensive 
manual one. 

None of the 5 agencies delivers online all the services it could, despite the technology being 
available for many years. As a result, agencies have overlooked potential efficiencies. Many 
services still depend on customers downloading forms and submitting them manually to the 
agency. Examples include work safety notifications, changes of address and applying for a 
record of traffic infringements.  

A small number of services are unlikely to move online in the near future because it would 
not be cost effective. For example, Landgate may continue using a manual form Convert 
Common Property Land to Individual Ownership by Resolution because demand does not 
warrant creating an online process to manage it.  

All 5 agencies forecast costs and savings in business cases for moving specific services 
online. Only Synergy and Landgate monitored actual costs and benefits. Synergy showed 
savings of $815,000 in 2014-15. Landgate has made savings of $12 million in 2015-16. 
Failure to monitor costs reduces the information available for agencies to use in deciding to 
move services online and addressing barriers to the transition. With the exception of these 2 
agencies, systems did not enable cost comparisons of different service delivery methods.  
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Recommendations 

1. The GCIO should ensure the development of wa.gov.au as an effective one-stop shop
for online government services is commenced by the end of 2016, and that a roadmap
for rollout across agencies is developed by the end of June 2017.

2. The GCIO should ensure that relevant policies, standards and guidelines are developed
to direct and assist agencies in managing and updating their online presence and
provision of digital services by the end of June 2017.

3. All agencies should review their services with a view to prioritising online service delivery
wherever possible to improve customer service and reduce operating costs.

4. When moving services online, agencies should:

a) pursue opportunities to learn from other agencies and collaborate to improve
services and develop new ones

b) engage with the GCIO to ensure government as a whole benefits from digital
technologies as they continue to develop

c) ensure they understand their customers and have the capabilities to meet
customer needs online

d) measure and report on costs and savings from delivering service online.
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